QUESTIONNAIRE
General Information

1. Provide the following information regarding the responding vendor:
· Name, address and telephone number of the responding organization.

· Name, title, mailing address, telephone number, fax number, and e-mail address of contact person for this RFP.

· Name, title, mailing address, telephone number, fax number, and e-mail address of the person authorized to execute any agreement(s) that may be awarded.

· Name, title, mailing address, telephone number, fax number, and e-mail address of the person who will serve as responding vendor’s legal counsel.

2. Provide a brief overview of your company and history of your organization including an organizational chart of your retirement plan operations.  Please describe any parent/subsidiary/affiliate relationships.
3. Indicate how many years your company has been active in the defined contribution business.
4. Indicate the total value of assets in all defined contribution plans for which you provide recordkeeping services.
5. Indicate the total number of participants in all defined contribution plans for which you provide recordkeeping services.
6. State the number of deferred compensation plans you currently administer in the following categories:
	Number of Employees
	Plans
	Percentage of Total Defined Contribution Plans

	Under 100
	
	

	100-999
	
	

	1,000-4,999
	
	

	5,000-9,999
	
	

	10,000-24,999
	
	

	Over 25,000
	
	

	Total
	
	


References

7. Provide three references of current clients who have similar plan demographics (i.e., size and plan design).  At least 1 of the 3 should have converted within the last year.  Please provide client name, contact name, address, phone number, services provided, and year they became a client.  
8. Provide two references of former clients who had similar plan demographics (i.e., size and plan design).  At least 1 of the 2 should have left within the last year.  Provide the former client name, contact name, address, phone number, services provided, and year they became a client and the year they ceased to be a client and the reason(s). 
Account Team

9. Describe the account team that would deal directly with Plan Sponsor during the transition and ongoing.  Indicate staff size, experience and turnover rates.
10. What is the average number of clients managed by the account team for plans of this size?
11. How many of your employees work on defined contribution plans?  Provide a breakdown by functional area.
12. What are your client retention statistics for each of the last three years?
13. Describe your organization’s commitment to quality and your philosophy/approach to client services.
14. Discuss your commitment to the retirement plan market. Provide examples of your business commitment to the defined contribution market.
15. Describe your procedures for monitoring client and participant satisfaction.
16. Describe your service/timing standards.
17. What checks and balances do you have in place to assure plan administration integrity and accuracy including participant account data?
Recordkeeping/Administration

18. Do you provide one main contact for the daily administrative needs of the plan?
19. Do you provide daily valuation?  Describe in detail how your system allocates earnings.
20. What methods of data transmission are available?
21. Describe in detail how your system processes contributions.
22. Describe in detail, including timing, how your system processes withdrawals.
23. Describe in detail, including timing, how your system processes lump-sum distributions, systematic payments/installments, rollovers to another plan or an IRA, and required minimum distributions.
24. Describe in detail how your system processes transfers/exchanges (including frequency/limitations).  Are confirmations sent?
25. Describe your process and methods of reallocation (percent and/or dollar).
26. Can employer and employee contributions be tracked separately?
27. Describe in detail how your system handles Federal and State tax reporting and how you will provide tax form preparation and filing.
28. Describe in detail how you administer and qualify Domestic Relations Orders (DROs).
29. What checks and balances do you have in place to ensure transaction integrity?
30. Do you provide an administration manual?
31. Will you record keep non-proprietary investment vehicles?  Describe the process and systems used.
32. What other administrative services do you provide?
33. Describe in detail the fees and revenue sharing amounts you receive with any non-proprietary investment vehicles.

Regulatory and Legal Services

34. Describe your capabilities for the following:

a)
Discrimination Testing:  ADP/ACP

b)
IRC 415(c) limitations (100%/$40,000 limits)

c)
Monitoring of elective deferrals (402(g))

d)
Top-heavy testing (416(c))

35. How do you address violations for any of the testing covered in question 1?

36. Can you assist us in the following areas of plan documentation design?  If so how?

a)
Customized plan document

b)
Prototype plan document

c)
Customized SPD

d)
Prototype SPD

e)
Qualification submission

37. Describe the type of legal support you provide.

38. Do you provide either or both of the following:

a)
Information to complete Form 5500

b)
A signature-ready 5500

39. What fiduciary responsibility does your organization assume?

40. How will you ensure that our plan remains in compliance?

41. How do you ensure that your recordkeeping system is in compliance with all regulations?

42. Describe any past or pending litigation, within the last 5 years, relating to the services you are proposing.
Loans 

43. Describe in detail your loan processing capabilities.

44. Do you have paperless loan capabilities?  If so, describe.
45. Describe the flexibility in your loan repayment processing (i.e., additional loan payments, multiple loans, missed payments).  
46. How do you handle delinquent and/or defaulted loans?
Reporting

47. Describe the standard reporting package that you would provide Plan Sponsor as well as the medium(s) used (provide samples).
48. Describe any customized or ad hoc reporting capabilities including Internet capabilities.
49. Describe your standard participant level statements and documents (provide samples).
50. Describe your customization capabilities for participant level statements.
51. What is the standard timeframe for providing each report after the reporting period ends?
Employee Service

Voice Response System

52. Describe the services available through your voice response system (VRS).
53. How are transactions processed?  How are transactions documented?  Are confirmations sent?
54. Describe how data is secured within the system (i.e., PIN, audit trail, confirmations).
55. Describe the level of customization available within your VRS.
56. What are the standard hours of operation?
57. Are there any transactions that cannot be processed through the VRS?
58. Is the menu easy for participants to use?  Does it include “help” information?  Describe the structure in detail.
59. Can a participant elect to move from the VRS to a service representative?  When and what services are available?
60. How often is the data on the VRS updated?  How does the VRS interface with the recordkeeping system?
Internet Access

61. Describe the account services and transactions capabilities available through your participant website.
62. How are website transactions processed and documented?
63. Are there any transactions that cannot be processed through your website?
64. Describe how data is secured within the system (i.e., PIN, audit trail, confirmations).
65. What are the standard hours of account access and transactional availability?
66. If a participant elects to move from the website to a call center service representative, describe the interface between the website and the service representative.
67. How often is the data on the website updated?  How does the website interface with the recordkeeping system?
68. Identify your website account access and transactional availability statistics (average availability per month as a percentage).

69. Describe your plan sponsor website. 
Call Center

70. Identify your toll-free service center standards.  Please include for each of the last three calendar quarters, statistics related to actual performance, including number of calls, average length of calls, average response time, percentage of calls requiring follow-up, call abort rate, percentage of incoming calls totally handled via VRS versus toll-free live service center representative assistance, and percentage of service requests handled via website versus call center and VRS.
71. What training is provided to toll-free service center representatives before they are allowed to handle incoming calls?
72. Do you monitor and/or tape toll-free calls?
73. What are your case management procedures for calls that have service issues?
74. What information is available to toll-free service representatives to allow them to effectively answer participant questions?
Investment Representatives

75. Explain your method of providing one-on-one financial education to Plan Sponsor employees.
76. Provide the number of investment representatives that will be provided by your organization at each location and describe how these representatives will be available during all shifts.
77. What training is provided to investment representatives before they are allowed to service employees?
78. What ongoing training do you provide to investment representatives?
79. How do you respond to employee complaints and concerns regarding investment representatives?
80. Will your investment representatives be dedicated to providing financial education and service to Plan Sponsor or will they service multiple clients?
Communication and Education

81. Briefly describe your background and experience in providing communication and education programs in a multi-vendor environment.
82. Identify the key elements provided as part of a standard communication and education program package included in your proposal.
83. Will you provide as personnel resources as part of both the initial and on-going communication and education program?
84. Do you provide communication and education material in a foreign language?  If so, what language(s) and what material?
85. Do you create all of your communication and education material in-house or through third-parties?
86. Describe the process you use to help plan sponsors measure the effectiveness of employee education efforts.
87. Does your organization provide any services (i.e., personal questionnaires, software) that would help individual participants with financial planning?  Describe any electronic education tools you provide, both software-based and web-based.
88. Describe your position on providing investment advice to participants.  What fiduciary responsibility do you assume if advice is provided?
89. If advice is offered, is it in-house or via a third party?  Describe your process, mode and scope of advice.
90. Describe education tools or programs designed to support IRA rollovers and/or retirement distributions.
91. Provide samples of initial enrollment and on-going communication and enrollment materials.
Systems Capabilities and Hardware

92. Describe the hardware platform and software system you use to record keep and administer deferred compensation plans.
93. Was the software developed internally, leased, or bought from another provider?  
94. Who has the ultimate responsibility/authority to make sure the software remains current to laws, regulations, client needs, etc.?

95. How often is the system upgraded?
96. What system enhancements do you have planned over the next three years for your core recordkeeping system and service technology?
97. Describe your documented disaster recovery plan.  How often do you test your recovery system?
98. Describe your maintenance and backup procedures including daily backups, retention timetable and off-site backup storage approach.  Where are your off-site backup facilities located?
99. Describe the method of maintaining plan sponsor and participant history on the system.
100. Describe the valuation methods offered by your system.
101. Are internal controls of your recordkeeping system audited by an independent accounting firm on an annual or more frequent basis?  If so, please provide a copy of the most recent report.
102. Describe your system’s maximum limits with regards to investment funds, money types, loans, and transfers.
103. Describe your company’s security and privacy standards as it relates to your system.

Investments
104. Discuss your organization’s ability to provide investment vehicles for defined contribution plans.  Be sure to disclose if you are providing these vehicles in-house or through external managers.

105. To the extent we wish to comply with 404(c), how can you assist us?

106. How long have you been providing investment services?

107. Please identify the number and types of investment vehicles you would make available to us.  For each investment vehicle identified above, provide:  

· The inception date

· The name of the investment / portfolio manager

· A biography of the manager

· The investment vehicle objective

· The investment philosophy

· The expense structure (including any loads, load waivers, management fees, other expenses, 12b-1 fees, fee subsidies, etc.)

· The comparative index(es) used by the manager

· Withdrawal provisions (including restrictions on transfers).

108. For each investment vehicle, provide the annualized return for the 1, 3, 5 and 10 year (or since inception) periods ending on the last calendar quarter.

109. For each investment vehicle, provide the standard deviation.

110. For each balanced asset allocation and/or life style investment vehicle, provide the asset breakdown by cash, stocks, and bonds as of the last three calendar quarters.

111. For each income investment vehicle, provide the average maturity, average duration, average yield, and average quality as of the latest three calendar quarters.

112. For the stable value investment with guaranteed interest, describe the current and minimum interest rate guarantees, how interest is credited, and the frequency of rate changes.  Furthermore, provide the makeup of the underlying portfolio, including asset type, grade and percentage breakdown.  Are these accounts subject to any Surrender or Market Value Adjustment calculations upon liquidation?

113. For the pooled stable value investment vehicle, provide the structure of the portfolio by sector and maturity distribution.  Also provide the credit quality, credit quality minimum guarantee, average quality, average maturity, modified duration, liquidity percentage, and yield to maturity.  Are these accounts subject to any Surrender or Market Value Adjustment calculations upon liquidation?

114. For each investment vehicle, articulate the investment strategy used by the manager to add value to benchmark(s) identified.

115. For each investment vehicle, identify the total defined contribution assets under management as of the end of each of the last three calendar years.

116. If you have any additional information you would like to provide on the investment vehicles identified above, please do so as an appendix to your responses.

117. For the money market investment vehicle, provide the 7-day current yield as of the last three calendar quarters. 

118. For each investment vehicle, where appropriate, provide the alpha, beta, R2, and Sharpe Ratio.

Expenses
119. What are the startup/conversion costs and the termination costs?

120. Please describe your fee structure in detail. 

121. For how long will you guarantee specific expenses?

122. How will future expense increases be determined and when they are to occur?

123. Are there additional charges made at the time of plan changes we initiate or legislated or regulated changes?  Please address the differences should we use a prototype or individually designed plan.

124. Describe what plan consulting services are included, and related hourly charges and out-of-pocket expenses.

125. How are expenses adjusted if a sizeable number of participants are added or removed from the plan (such as either acquisition or divestiture or partial plan termination)?

126. Do you offer any expense arrangement whereby we share in your firm’s upside potential as participants and plan assets increase over time?

127. If you offer an alliance relationship, please identify any “offset” to expenses.
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